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ABSTRACT

Attrition is one of the serious problems faced bgny software companies these days. At present ypaunyg
people (Gen Y) possessing high level of knowledidd|s and creativity join and work in these orgaations. But the
priorities of the younger people, over their oldelleagues appear to be in securing monetary beraafd fun on the job
over having wholesome relationships at the worl@l&&ood cordial relationship at work between theleger and the
employees and among the employees can result pirfegs in the workplace. Loyalty of employees mmeasure of the
quality of the relationships. Faithfulness and sittg in a relationship at the workplace result@iwin-win situation and
can bring benefits to all the concerned stakeheldelowever, in a fast changing world, people as® athanging.
Monetary benefits play a dominant role in the decismaking in a majority of the people. Therefodeyveloping and
maintaining the loyalty in the workplace becomezhallenging task. Many factors influence the loyait the employees
in the workplace. An organization has to take aosereffort to identify the factors which influentiee loyalty of the
employees. The present study attempts to idertéyfdctors which influence the loyalty of employees the measures of
the level of Loyalty in HCL Technologies Ltd openat in the Chennai city. 202 employees working he tompany’s
Chennai Unit were taken as a sample for the stlitig. convenience sampling technique was adoptedéiacting the
respondents. Questionnaire method was adoptedfi@ction of data. Statistical tools such as ‘sttemean and standard

deviation was employed for analysis of data. Thielarhighlights the findings and conclusion of siady.
KEYWORDS: Attrition, Gen Y Employees, Happiness, Relatiapshrust, Commitment
INTRODUCTION

In the present complex and turbulent business enrient, no organization can achieve success uitless
functions as a team. Teamwork provides a competitiige to an organization. John C. Maxwell (2048)his book
‘Teamwork’ says that “One is too small a numbeathieve greatness and if you want to do anythingabfe, teamwork
is required”. Developing the team in the organiais a challenging task. A lot of qualities areded for an employee to
work in a team. Loyalty towards an organizatioroime of the key qualities an employee requires tectétely play the
role of a team member or leader. Maintaining faithfelationships with team members makes the teonger.
Emotional attachment and involvement with the wankl the organization makes the employees loydleémtganization.
Loyalty maintains stability in the relationshipstween employer and employees and among the em@@yekcan bring
long term success to a compahyTherefore, an organization has to take variofmrisfto develop the sense of loyalty
among the employees in the organization. Furthezman organization has to measure the loyalty efédmployees
periodically to know the level of loyalty of the ployees. In this article, an attempt is made tatifie the factors which

influence the loyalty and the level of loyalty ahployees of the software company
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Meaning and Definition of Employee Loyalty

Timothy Keiningham and others (2032 their book “Why Loyalty Matters” define loyaltgs “accepting the
bonds that our relationships with others entaitl anting in a way that defends and reinforces tteeclament inherent in
these relationship”. John W. New strom and KeitlviD41997§ view the terms organizational commitment and lgysit
be the same. They define the term organizationaingidment or loyalty as “the degree to which an eygpk identifies
with the organization and wants to continue actiyrticipating in it. Like a strong magnetic forattracting one metallic
object to another, it is a measure of the emplayedlingness to remain with a firm in the futuréaintaining a faithful
relationship with the management and the employegang an emotional attachment to the organizadiot providing

continuous support to the organization for its demament can be described as loyalty.
Statement of Problem

An organization spends huge amount for providirgntng and development to the employees. The coypan
spends the money with the expectation that the @yepk will continue to work for the organizatiorr fong periods.
When the employee leaves the company due to uraveideasons it can be accepted. But when the gegpleaves the
company just for a small monetary benefit or fanaall problem with the company or others, thenghestion of loyalty
arises. Many factors influence the loyalty of thepéoyee. Steven L. MC Shane and others (20¥iBw that,
“Organizations that support employee well-beingltemcultivate a higher level of loyalty in returi/ineet Nayar former
CEO of HCL Ltd says that “the culture of trust,isparency, sharing of information make the emplsyeeolved in the
management process of the organization. Employaests see the problems of the company as theblpms, not just
those of the management and this feeling of onesiesslops loyalty®. A research on employee loyalty will bring out the
factors which affect the employee loyalty. Thislwi¢ useful for the employers and employee to agvéie loyalty in the

organization.
OBJECTIVES OF STUDY
The main objectives of the study are given below:
* To identify the factors which affect the loyaltythe employees in a software company at Chennai.
e To study the level of loyalty of the employeestus software company.
» To study the association between employees’ loyaitytheir demographic variables.
Methodology of the Study

The study is both descriptive and analytical natliftee study identifies and explains the factorsohhaffect the
employee loyalty and measures the level of loyaltgmployees. The primary data collected from timpleyees of the IT
Services company, HCL Technologies Ltd operate€liennai are the sources of data for the study. mdo®,000
employees work as system analysts, programmerssaftdare testers in the company. Of the 2,000 eyags, 202
employees were selected as respondents for thg. Sitheé convenience sampling method was adopteddtarcting the
respondents. Questionnaire method was adoptedoftection of data. Statistical tools such as mesdandard deviation

and ‘t’ test were employed for analysis of data.
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Profile of the IT Services Company

The multinational IT services company, HCL Techigids Ltd, chosen for the study at Chennai is headered
in Noida, Uttar Pradesh. Originally a research dadelopment division of the company it emerged rasndependent
company in 1991 when the mother unit ventured thi software services business. The company haesfin 34
countries including US, European countries likeneeg and Germany and Northern Ireland in the UKd #re company
is on the Forbes Global 2000 list. As ori"3ine 2016 more than one lakh seven thousand eegda@ye working all over
the world and the company is having offices inatiint places in Chennai.

Profile of the Respondents

The present study on ‘Loyalty’ is based on the oesps of the employees working in HCL Technologjiglsin
Chennai. The brief profile of the respondents v&gibelow.

Table 1: Profile of the Respondents

: o Number Of
Sl. No Particulars Classification Respondents Percentage
Below 25 years 64 31.70
1 25— 35 Years 74 36.60
Age 35— 45 Years 42 20.80
Above 45 Years 22 10.90
5 Male 111 55.00
Gender Female 91 45.00
3 Single 107 53.00
Marital Status Married 95 47.00
Degree 111 55.00
4 Educational PG Degree 56 27.70
Qualification Professional 35 17.30
Labour 33 16.30
5 Agriculture 66 32.70
Family Background Business 31 15.30
Profession 72 35.60
6 Nuclear Family 107 53.00
Family Type Joint Family 95 47.00
Upto 1 Year 46 22.80
7 Experience in the 1 -3 Years 48 23.80
present organization 3 —6 Years 45 22.30
6 Years and above 63 31.20
Up to 3 Years 55 27.20
8 3 -6 Years 35 17.30
Total Experience 6 —9 Years 37 18.30
9 Years and Above 75 37.10

Table 1 shows the classification of respondentstlmn basis of age, gender, marital status, educdtion
qualification, family background, family type, expnce in the present organization, and the totpégence. In total 202
respondents were participated in the study. Of2(b2 respondents, 36.6% of the respondents are éet@&-35 years.
31.7% of respondents are below 25 years old. Tdgcate that majority (36.6% +31.7% =68.3%) of tkepondents
belong to younger generation. The classificationespondents on the basis of gender reveals thatd3he respondents
are male. The experience of the respondents iprisgent organization reveals that only 31.2% ofréspondents have 6

years and above experience. The data on the tgtakience of the respondents indicate that 37.1%hefrespondents
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have 9 years and above experience in their service.

The educational qualification of the respondentgeats that the majority is degree holders. The lfami
background of the respondents shows that a co&idenumber of respondents came from professiordlagricultural
family. It is interesting to note that comparedbtgsiness community a significant number of peopéefilom agricultural
and labour families who have joined in the compahlge data on family type indicates that majority3%g of the

respondents belong to nuclear family type.
Factors Influencing the Loyalty of Employees

One of the important objectives of the study isidentify the factors which influence the loyalty tie
employees. Forty factors affecting the loyalty lod Employees were listed out in the questionndine. respondents were
asked to list out their level of agreement aga@asth factor in a five point scale. The scoringgratis given here. 1 point
was assigned to very low level of agreement anaibtp were assigned to very high level of agreeme€his section
attempts to classify the factors influencing thgalty of employees into three categories, nameélygh’, ‘Moderate’ and
‘Low’. In the five point scale, the mean score 3generally taken as an average score. In this dtuglyactors which
secured mean score below 3 is taken as low leflekimcing factors. The factors which obtained a meeore between 3
and 4 can be taken at moderate and the factorshveleicured mean score 4 and above can be takeghadg imfluencing
factors. On the basis of this score pattern, thtofa which influenced the loyalty of employeesHigh’ level are listed

below:

Table 2: Factors Influencing the Loyalty of the Empoyees at High Level

S Factors Mean Score sD
1 Feeling proud to be associated with the company 554 0.677
2 Providing enthusiastic referrals for the company 4.15 0.833
Creating right forums by the company which help the
3 . ) 411 0.675
star performers to share best practices with others
4 Providing good quality products and services to the 4.08 0.682
consumers
Feel like part of the family in the company 4.07 0.980
6 Adopting a winning strategy by the company to sefve 4.07 0.719
customers
7 PrOV|d|r_lg better career options and expands 4.03 0.797
alternatives for best people
8 Valuing th_e relat_|0n§h|p o_f employees, caring about 4.02 0.883
them and investing in their success
9 T(ustlng the company’s leaders to behave with 4.02 0.753
fairness and integrity
10 Understanding the company’s strategy and the role 4.02 0.698
one has to play to achieve success
11 Knowing clearly where he/she stands in the camypa 4.00 0.838

Source: Primary Data

Table 2 indicates the factors which influence thgalty of the employees at high level. Out of tHe factors
identified, employees feeling proud to be assodiatith the company, was ranked number one. Thedraptoyers try to
make the employees feel proud to work for the calgpa@he Great Places to Wdrkas carried out a study in the year
2015 with over 6,641 companies across 685 multnats and 12 million employees worldwide. The patmthe study

looked is the “Trust Index” where employees rankiee statements which best described their feelovgatds their
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workplace. The study found that Google has beekeas being number one- most desirable employarglé has been
ranked number one for three years in a row. Mamyofa contributed for the Google to become numbrer desirable
employer. “Employees’ feeling pride in the workmaeas considered important by employees. Employesfeel pride
working for the company always possess a highegl lef/loyalty towards their organizatiofihe lessons from Americas
Best- Run Companies, reveal that “respect the iddal”, “make people winners”, “ let them stand puaind “treat people
as adults” are the important ingrained philosopliggxcellent compani@sThese philosophies develop the feeling of

pride among the employees.

Dr. Edward Deming, the man who taught the imporaat quality to the world said that a company has t
remove all the barriers to taking pride in workntaps An employee who takes pride in workmanshipegalty feels
proud to be associated with the company and willolyal employees. Sharing of knowledge, providinglgy products
and services to the consumers, family feeling & ¢dbmpany, adopting winning strategy, effectiveeearmanagement,
valuing the relationship of employees, trust, fag® and integrity of the leaders in the compang,rate clarity influence
the loyalty of the employees at high level. Oped divect sharing of information develops trust amdine employees.
Experts view that timeless principles of integrisych as truth, fairness and responsibility comtina create the

gravitational core for the organizational loyalty.
Factors Influencing the Loyalty of the Employees aModerate Level

The previous section dealt with factors which iefige the loyalty of the employees at high levethia section,
an attempt is made to identify the factors whicfiuence the loyalty of the employees at moderatelleThe factors
which secured mean score between 3 and 4 were takéactors influencing the loyalty of the employed moderate

level.

Table 3: Factors Influencing the Loyalty of the Empoyees at Moderate Level

Sl. No Factors Mean Score SD

Providing opportunities for the employees

! to develop skills, knowledge and behavior 3.99 0.843

2 The company focuses all (_)f its energy gnd 3.97 0.781
resources in areas where it can be the best
Customers can rely on this company to

3 deliver outstanding, quality, service and 3.95 0.853
value

4 Thg company listens well and responds 3.95 0.780
quickly to feedback from customers

5 Customer onalty is appropriately valued 3.94 0.817
and rewarded with the company

6 Unders_tandmg the values and pr|_n0|ple5 3.92 0.874
that guide the company leadership

7 The company sets the standard for 3.91 0.947
excellence in its industry
The company provides necessary

8 information to the employees to make 3.91 0.832
good decisions

9 Certainly | will work in this company twg 3.89 1162
years from now
We keep an organizational structure

10 | simple by utilizing small teams in the 3.89 0.910
company
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11 Fgellng a strong personal attachment tg 3.87 0.979

this company
Table 3: Contd.,

12 The company has sufficient opportunities 3.87 0.781
to grow its business
The company is committed to win-win

13 | solutions and will not profit at the 3.87 0.764
expense of customers

14 The company attracts and retains 3.86 0.878
outstanding employees and partners

15 The_ company involves the rlght pe(_)ple N 3493 0.870
decisions and then takes action quickly

16 Leaders in the company respect my time 3.83 0.882
and help me to manage time effectively

17 Employee loyalty is appropriately valued 3.74 0.824
and rewarded by the company

18 Feeling of very much committed to the 3.74 0.884
company
The company has not only preached

19 | principles, but also practiced them with 3.73 0.797
integrity

20 The company deserves my loyalty 3.72 0.714

21 Over the past year, my loyalty to the 3.72 0.942
company has grown stronger

22 When a company has problems, | think|of 3.69 1.010
them as my problems too
People are rewarded for their

23 | contributions to company’s long term 3.69 0.807
success
Employee's desire to enhance the

24 | relationship with the company in the 3.68 0.804
foreseeable future

o5 The company communicates openly angd 3.64 0.865
honestly
The company listens well and responds

26 | quickly to feedback and suggestions from  3.60 1.028
employees

27 The company intends to build _relz_monsr P 55g 0.862
with employees on the right principles

o8 It would matter a lot if | could leave the 3.50 0.768
company

29 The company treats me like a real partnper. 3.05| 1.339

Source: Computed from Primary Data

Table 3 shows the factors which influence the liyyaf the employees at moderate level. Better opnities to
the employees for developing the knowledge andsskilistomer focussed vision, providing quality de/services to the
customers, responding quickly to the customerskfeek] appropriately valuing and rewarding the loyaf the customers
and employees, understanding the values and pliescifhat guide the company leadership, settingsthadard for
excellence in the industry by the company, open roanication system, adopting democratic approaclidnision
making, practising the principles preached by thegany, and fair treatment of employees by the @mpre the major
factors influencing the employees loyalty at motietavel. A close observation of mean scores abuarfactors indicates
that many factors are very close to the highestesabfour. The company can easily enhance thdtpgd the employees

to the highest level by further strengthening thkig system of the company. The mean scores vha#bles were 3.867
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and standard deviation was 0.541. This also cosfitmt majority of the factors influence the loyadf the employees at
moderate level only. It is also to be noted thafawdor comes under the low level influencing catggToday’s customers
and the employees are highly educated and have amaeeness and expectations. Fulfilling the needseapectations of

customers and employees can make the employeeasiatuiners more loyal.
Level of Loyalty of the Employees

This section attempts to study the level of loyafyemployees. The score was calculated respomdesat Forty
factors were taken for the study. In the five p@oale minimum one point was given to the respotsdeho agreed to a
factor at very low level. The maximum five pointem given to the factor which was agreed by respondt very high
level. The respondent who agreed for all the fdagtors at very low level will get the minimum seoof 40 (i.e.,
40X1=40). In the same way, the respondent who dgteall the forty factors at very high level wiket the maximum
score of 200 (i.e., 40X5=200). For better undeditagy attempt is made to classify the respondertsthree categories,
namely, high, moderate and low. The respondentssgbeoed 147 to 200 will be taken as high level leyaployees. The
respondents who scored 94 to 146 will be taken ademate level loyal employees. The respondents sdwooed in
between 40 to 93 will be taken as low level loyaipboyees. The classification of respondents on shiwe pattern is

given in table 4.

Table 4: Classification of Respondents on the Basig Level of Loyalty

Level of Loyalty Number of Respondents | In Percentage
High 99 49.0
Moderate 49 24.3
Low 54 26.7
Total 202 100

Source: Computed data

Table 4 shows the level of loyalty of the resporide®ut of 202 respondents 49% exhibited high lefébyalty.
24.3% respondents revealed moderate level of hpy@lhly 26.7% respondents showed low level of logyalhe mean
score of descriptive overall loyalty (Mean: 154#&%d SD = 21.64) confirms that majority employeeshef IT Services
company have high level of loyalty towards theimpany. Generally we view that Gen Y employees gssknv level of

loyalty towards their organizations. But the ststipws that only less number of employees showeddwael of loyalty.
Influence of Personal Factors of the Respondents droyalty

The sense of loyalty is part of the value systenindividuals. Generally the value systems of indibals are
formed in the formative years of individuals. Pdsemelatives, friends, schools and colleges, agperience etc. highly
influence the attitude and value systems of indiald. Hence, an attempt is made in this sectidmtbout the influence
of personal factors on Loyalty of respondents. ggader, marital status, educational qualificati@mily background,
family type, experience in the present organizatiod total experience of the respondents are thkestudy. One way
Analysis of variance was applied to study the iefloe of respondent’s personal factors on Loyaltye fiesults of one way
ANOVA along with F statistics and p-value are dégmd in the table 5.
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Table 5: Influence of Personal Factors on Loyalty

IT:(Z;%??I Category N Mean SD F-Value
Below 25 years 64 3.70 0.646
25— 35 Years 74 3.87 0.56L 8.666**
Age 35— 45 Years 42 3.72 0.248 (p<.001)
Above 45 Years 22 4.36 0.08b
Male 111 3.88 0.571 0.538
Gender Female 91 | 384 0503 (p=.591)
. Single 107 3.82 0.6071 1.127
Marital Status - =y hieg 95 | 3.01 | 0453 (p=.261)
. Degree 111 3.79 0.592
Euaimono [ PG Degree 56| 390[ o041p 0%
Professional 35 4.03 0.52p '
Labour 33 3.65 0.758
Family Agriculture 66 3.85 0.438 5.747**
Background Business 31 3.69 0.358 (p<.001)
Profession 72 4.04 0.522
. Nuclear Family 107 3.88 0.455 0.482
Family Type =350t Family 95 | 384| 0625 (p=.631)
Experience in Upto 1l Year 46 3.91 0.639
the present 1-3 Years 48 3.56 0.629  9.073**
organisation 3 -6 Years 45 3.86 0.40f (p<.001)
6 Years and above 63 4.06 0.345
Up to 3 Years 55 3.77 0.708
Total 3 -6 Years 35 3.81 0.529  9.021**
Experience 6 —9 Years 37 3.81 0.52F (p<.001)
9 Years and above 75 3.98 0.383

Source: Computed data ** Significant at 1% level

It is evident from the table 5 that the age, edooafamily background, experiences both in curm@nganisation
and in total has significant influence on Loyafiyhereas such significance is not noted with geneéucation marital
status and family type. The p value (< 0.001) shtws it is significant at 1% level. The mean ssarethe above table
reveals that the respondents who crossed the agb géars are having high loyalty level as compam@ti other age

groups.

These days there is no significant difference ia #ititude and behaviour between the male and &emal
employees. Like gender, marital status also doekane any bearings on the loyalty of employees. iiteresting to note
that the education of the respondents do not hayeignificant influence over level of loyalty (F7®2, p>0.05). There is

only marginal difference in the mean score betwgemmeral degree holders and the professional dégtders.

The data on family background of the respondentsalethat there is a significant relationship betwdamily
background and the level of loyalty (F=5.747, p$).0he respondents with professional family baokgd show better
loyalty level than other groups. The family type repondents does not have any significant relstiipnwith their,
loyalty level (F=0.482, p>0.05). Experience in firesent organisation have significant influencer dogalty (F=9.073, p
< 0.05). Descriptive in table 5 shows that the oesignts with more experience level possess batiaity level.
Similarly, total experience of the respondents haigmificant influence on Loyalty level (F=9.021<@05). It is also

inferred that the loyalty level improves as expeceincreases.

NAAS Rating: 2.97 Index Copernicus Value (ICV)58



Loyalty among Employees of a it Services Company- 8tudy with 27
Reference to HCL Technologies Ltd, Chennai

CONCLUSIONS

The study throws light on various factors whicheaffthe loyalty of the employees. The study alseats the
level of loyalty of employees of the Company. 49%tloe respondents possess high level of loyaltyato their
organization. Trust building, making the employéedeel proud to work for the organization, higHueasystem in the
organization, creating suitable environment to #gvehe sense of organizational commitment amongleyees, etc
develop the sense of loyalty among the employergels view that “employees with high organizatiocammitment
will stretch themselves to help the organizatiowtigh difficult times and employees with low orgeational commitment
are likely to leave at first opportunity for a keetjob and they have a strong intention to ledvi&eeping the employees
with fear and uncertainty, frequent lay off of eoysdes, wide gap between what companies preachrantige, unethical
activities of the company, ill-treatment of emplegelack of customer focussed vision, providingrpmaality of product
or service to the customers, lack of opportunifi@sgrowth and development in the organization @tenoralise the
employees and eventually, the employees will have level of loyalty. Organizations should take wais measures to

develop the sense of commitment or loyalty of thpleyees.

Frederick F. Reichheld (2001)%uggested six principles of loyalty. These arepl@y \win /win, (ii) keep picky
(membership is a privilege), (iii) keep it simp(@;) reward the right results, (v) listen hard ktatraight and (vi) preach
what you practice. Adopting and practising theseqiples in the organization enhance the loyaltytied employees
towards their organization. The empirical resultmwg that better loyalty happens as experience img®0so the
organisations have to retain the experienced erepkyLoyal employees always think the successeobtpanization. The
study revealed that the company taken up for thayshave high level of loyalty towards their orgaation. However the
analysis of the mean scores of the factors shoWwatmajority of the factors influence the loyalti/the employees at
moderate level only. Hence it is suggested thairganization by strengthening the factors affecthmgloyalty can make
employees highly loyal towards the organization. ptt it in a nutshell, an organization should méke company to
deserve loyalty from its employees. Loyalty is mobne way process. It is a two way process. Comnaaadcontrol
system, carrot and stick policy of an organizatmty develops blind loyalty. Only true loyalty caithstands for longer

time and provides long term benefits to the orgation.
REFERENCES
1. John C. Maxwell (2013), “ Teamwork”, Jaico PublieiHouse, Ahmedabad, p.21

2. Timothy Keiningham, Lergen Aksoy and Luke Williar®015), “Why loyalty Matters”, Prolibris Publishin
Media, p.14

3. lbid p.7

4. John W. New strom and Keith Davis (1997),“Organgsal Behaviour — Human Behaviour Work”, Tenth
Edition, The Mc. Graw Hill companies, Inc. New Dielp. 259.

5. Steven L.Mc Shane, Mary Ann Von Glinow, and RadhaSRarma (2011),” Organizational Behaviour”, Tata
McGraw Hill Education, Pvt. Ltd., p.171.

6. Vineet Nayar (2011), “Employees First, CustomerscaBd”, Harvard Business School Press, Boston,

Massachusetts, p. 10

Impact Factor (JCC): 2.9987 www.bestjouats.in



28 E. R. Vinodnarayan & R. Panchalan

7. The Economic Times, Chennai, Tuesday, October AB5,20.62

8. Tom Peters and Robert Waterman, Jr, (2008) “ Inrc®eaf Excellence — Lessons from America’s BestnRu

Companies”, Profile Books, p.277.

9. Raymond A. Noe, John R. Hollen back, Barry Gerlaartl Patrick M. Wright (2012), “ Human Resource
Management”, Tata McGraw Hill Education Pvt Ltdgw Delhi, p.295

10. Frederick F. Reichheld (2001), “Loyalty Rules: Hdwday’'s Leaders Build Lasting Relationship”, Harvar
Business School Press, Boston, Massachusetts, p.17

NAAS Rating: 2.97 Index Copernicus Value (ICV)58



